STATE OF SOUTH DAKOTA
BUREAU OF ADMINISTRATION
OFFICE OF PROCUREMENT MANAGEMENT
523 EAST CAPITOL AVENUE
PIERRE, SOUTH DAKOTA 57501-3182

ONE-STOP OPERATOR

PROPOSALS ARE DUE NO LATER THAN April 05, 2018; 5:00 p.m. CST

RFP #: 1285 BUYER: Heather Pelle EMAIL: Heather.Pelle@state.sd.us
READ CAREFULLY —
7 )_I,fj;/ )

FIRMNAME: INTHE DOOR AUTHORIZED SIGNATURE: _- = / ; ;j,

// } f tl" ,."J
ADDRESS: TYPE OR PRINT NAME: _— / 7 -
1270 Caroline St, suite D120-433 Jerry T. Myers
CITY/STATE: Ailanta, Georgia TELEPHONE NO: £78-973-8112 -
ZIP (9 DIGITY. 30307-5644 FAX NO: 678-518-9219 -
FEDERAL TAX ID#: 47-4657838 E-MAIL: jmyers@inthedoornow.com

PRIMARY CONTACT INFORMATION

CONTACT NAME: _Jerry T Myers TELEPHONE NO: 678-973-8112

FAX NO: 678-973-8112 E-MAIL: jmyers@inthedoornow.com




i}IN THE DOOR

STATE OF SOUTH DAKOTA BUREAU OF ADMINISTRATION
OFFICE OF PROCUREMENT MANAGEMENT 523 EAST CAPITOL
AVENUE
PIERRE, SOUTH DAKOTA 57501-3182

ONE-STOP OPERATOR
RFP# 1285

From:

Company- IN THE DOOR, LI.C
Business DUNS number: 080328584
Tax Identification Number: 47-4657838
Primary Contact- Jerry Myers
Primary Email-jmyers/@inthedoornow.com
Prime Contact Phone- 678-973-8112
Website-www.inthedoornow.com

IN THE DOOR.LLC, 1270 Caroline Street. suite D120-433Adanta. GA




EXECUTIVE SUMMARY

E—IN THEDOQOR

IN THE DOOR has the right experience and expertise in One-Stop Operations to make an
immediate impact at the South Dakota Workforce Development Council’s One-Stop
Location. Before we began in 2015, our team accumulated over 40 years of workforce
development experience.

As the One-Stop Operator for Several Workforce Boards, IN THE DOOR knows
how to execute One-Stop Delivery for One-Stop locations and their affiliate sites.
Daily, we manage our partners and business community connections in locations
where we see over 1,000 customers a week. We use the net promoter score to
manage service among agencies and focus on making sustainable workforce
gains. IN THE DOOR uses the Net Promoter Score (NPS) that measures the
loyalty existing between a service provider and a consumer. The customer
response and completes the NPS Survey. These survey results are reviewed
weekly, and data is compiled every month to capture changes that can be made
timely and efficient.

The One-Stop Services are comprised of four important components:

1. Leadership Amongst Partner Agencies;

2. Best Practices that are tailored to the Workforce Development Boards we
serve.

3. Innovation in areas such as Assistive Technology and Kiosk Technology.
4. One-Stop Operations that focus on aiding customers.

As a result of our services to the adult, dislocated, youth, and reentry communities
in Georgia, we were formally recognized by Congress in May 2017 as *“Small
Business of the Year” in the 4th Congressional District.

Choosing IN THE DOOR’s team to implement One-Stop Operator Leadership in
your area will have a significant impact on your region. We know that having a
new Workforce Center and focusing on serving the citizens of Joliet and other
surrounding areas is a top priority. Choosing IN THE DOOR’s team to
implement One-Stop Operator Leadership in the South Dakota area will have a
significant impact on your region. We know that having a new Workforce Center
and focusing on serving the citizens of Pierre and other surrounding areas is a top
priority in which we look forward to being a part of that journey.

When you consider the changes observed against the four factors mentioned
above, you conclude that the Pierre, South Dakota community will get significant
benefits by selecting IN THE DOOR to be a part of its community.



ORGANIZATIONAL BACKGROUND AND EXPERIENCE

Since 2015, IN THE DOOR has led major workforce development projects for AARP Senior
Community Services Employment Program (SCSEP), the Middle Georgia Consortium, Middle
Georgia Regional Commission and more.

IN THE DOOR’s WIOA experience includes IN THE DOOR managing several One-Stop
Career Centers in Georgia. We have the One-Stop Operator Contracts at WorkSource DeKalb,
WorkSource Cobb, WorkSource Macon-Bibb, City of Atlanta, and WorkSource Middle Georgia.

The team members from IN THE DOOR have extensive experience in managing federally-
funded programs and successfully managing One-Stop Operations that benefit the adult,
dislocated worker, youth, and reentry populations. Robert Gordon, our Operations Director, has
served as a Career Center Manager with the Department of Labor for several years in the State of
Georgia. As the manager, he oversaw the Unemployment Insurance program and CAP/ RESA
re-employment program tied to Ul He was responsible for the delivery of all Wagner-Peyser
Act services, including providing computer resource center, providing labor market information,
job referral, and job-readiness workshops. Also, he served as the head of the veterans’ services
department in each of the counties served by the career centers. He also partnered with Rapid
Response to provide Trade Adjustment Act assistance to workers that had lost their jobs due to
competition from free trade agreements.

Additionally, while at the Georgia Department of Labor, Mr. Gordon managed the Georgia
Works Training Initiative. The Georgia Works program allowed those receiving unemployment
insurance to be placed at a local company for up to eight weeks of training.

IN THE DOOR is certified by the Georgia Department of Administrative Services as a Minority
Business Enterprise (MBE)) and as a Disenfranchised Business Entity (DBE). IN THE DOOR
specializes in some of the following areas regarding our One-Stop Services with WIOA.

o Creating kiosk at high traffic locations.

e Managing partners effectively to provide the most engaging service.

e Providing weekly orientation meetings for community awareness of WIOA services and
other partners.

o Partnering with the local state and technical colleges to create in-demand work programs.

e Establishing career fairs for the adult, dislocated worker, youth, and reentry populations.

o Hosting a high-level employee partners event for disability awareness month.
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PROGRAM NARRATIVE

DETAILED DESCRIPTION OF INITIAL AND ONGOING ACTIVITIES
Our One-Stop Operators perform several specific duties:

Building Superintendent

Ensure the external and internal facilities are presentable to the customer (monitor
landscaping, litter, garbage cans, cigarette disposal cans, etc.)

Ensure customers have easy access to the building/lobby

Ensure access for disabled customers

Ensure internal and external signage and flyers/advertisements are neat and appropriate
Coordinate with the security officers to ensure the safety of the customers and staff (in some
cases, redesign the security plan)

Ensure the One-Stop opens and closes timely per the stated hours of operation

Customer Service Supervisor

Act as part of the workforce development department’s management team to monitor the
operation of the lobby and customer resource room (computer room that’s open to the public
with internet access, copier, fax, employment services software, etc.)

Ensure that all One-Stop customers are logged into a customer database; capture customers’
personal information as well as their reason for visiting the One-Stop and the services he/she
wishes to receive (in some cases, create a database to eliminate paper sign-in sheets)
Receive, address, and resolve all customer complaints

Assist customers directly as needed with employment services or access to partner services
Work closely with reception/greeter staff to distribute in-person customers to workforce
development or partner staff (or to direct linkage portal)

Monitor and evaluate customer satisfaction via the use of customer surveys

Coordinator of One-Stop Partner Services

Read, study, and become very familiar with the MOU

Identify local staff that will execute duties and responsibilities set forth in the MOU (In our
state, the MOUs were completed prior to July and were signed by high-level executives at
our partner agencies. The actual partner front-line staff are not listed in the MOU and must
be identified, then informed of their responsibilities in the MOU)

Host One-Stop Partners meeting monthly or bi-monthly

Create a channel for all partners to communicate services offered and special events to each
other and to One-Stop customers

Coordinate with workforce management to provide cubicle and office space for partner staff
housed at the One-Stop, per the MOU

Facilitate quarterly cross-training sessions for workforce development and One-Stop partner
staff so that staff are familiar with partner services and will make quality referrals to partner
services

Facilitate One-Stop Partner services orientation for One-Stop Customers (in some workforce
areas, we integrated this partners orientation into the main intake orientation for all WIOA



customers; we take advantage of the captive audience of 50 to 100 jobseekers and expose
them to all One-Stop partner services)

Develop a quarterly One-Stop partners major event (example: VetJ ob Fair, Disability
Awareness Forum, Summer Youth Career Fair, Ex-Offender Career Fair, etc.)

Develop resource guide for the One-Stop career center

Develop and maintain the “Direct Linkage” portal

WIOA and MOU requires that all partners that are not housed within the One-Stop be
available to customers via electronic access; also, the customer must be able to reach an
actual person, by name, in a “reasonable period of time”; it is also recommended that a back-
up partner representative be listed in case the primary is unavailable: The One-Stop Operator
works closely with the Partners to identify the direct linkage portal representatives for each
partner agency.

Develop a One-Stop Partners Schedule—a document that displays the names of each of the
partners, a brief summary of the services they offer, and the name & contact info of a staff
person (who will actually pick up the phone) and a backup

Coordinate with the signers of the MOU to identify who should be listed as the contact
person(s) in the One-Stop Partners schedule

Work with workforce management and partners to make video conferencing available for
customers in the direct linkage portal

Most One-Stops in our state are choosing to include their assistive technology (hardware and
software for disabled jobseekers) workstations at or near the direct linkage portal. The One-
Stop operator must ensure this is executed in such a way that is beneficial to disabled
customers and direct linkage customers

Coordinate with Georgia Vocational Rehabilitation Agency to ensure that assistive
technology is up-to-date and in working order; also ensure that at least a few staff are trained
on how to use assistive technology

Data Collection and Reporting

Evaluate current customer intake process

As needed, create or edit customer database to capture all One-Stop customer footsteps
Capture customer personal information, reason for visiting the One-Stop, and referrals to
partner services

Create monthly and quarterly reports that tracks One-Stop customers

Provide One-Stop customer tracking report to partners and workforce development board
members at regular meetings and as required

As needed, provide analysis of report (example: provide explanation if there is a significant
change in the customer data month-to-month or compared with historical data)

Develop method for tracking partner-to-partner (not from WIOA staff) referrals

Miscellaneous

Serve as customer ambassador and lead customer service representative in the One-Stop
Serve as consultant/project manager at the direction of workforce development management
team



e Assist business services staff with establishing relationships with employers and providing
recruitment opportunities for One-Stop customers

e In some areas, use customer tracking data and the MOU to create and send quarterly invoices
to One-Stop partners

Informal ADA Coordinator

e Serve as informal ADA coordinator to ensure building, printed materials, and web-based
information is accessible to disabled customers

e Attend training as needed to remain abreast of current regulations and best practices

Evacuation / Emergency Team Leader

e Work with local city / county government to ensure the One-Stop is prepared for an
emergency

e Provide training and, as needed, coordinate fire drills, tornado drills, bomb threat drills, and
active shooter drills

e Attend training as needed to remain abreast of current regulations and best practices

ONE-STOP PARTNER SERVICE INTEGRATION

We feel that the best way to create a seamless system in which the One-Stop customers have
access to the partners is by having weekly joint intake and eligibility group orientation sessions
at the primary One-Stop (and at the affiliate/satellite One-Stops when appropriate).

e There are several components to this orientation, including:

o
O

Introduction to the One-Stop concept (Operator)

One-Stop Partner Services presentations: brief, two- to five-minute presentations on
services by GDOL (U1, Trade, Vets, and Wagner-Peyser employment services),
GVRA (Disabled Workers), local technical college or school system (Adult
Education and Literacy Action), local technical college (Career and Technical
Education / Perkins Act). We would also include Job Corps, CSBG, HUD,
YouthBuild, and SCSEP where available.

After each One-Stop partner completes his/her presentation, sign-up sheets are passed
around so we can track which customers need additional partner services after the
orientation.

Introduction to Youth Services and Business Services. Brief five- to ten- minute
presentations by the youth services and business services staff. Also, if space is
available in another area of the One-Stop, we will remove the out-of-school youth
from the orientation to give them a separate session that is targeted towards youth
customers.

Next, the One-Stop Joliet staff would begin their presentation. This presentation is
basically a step-by-step walk-through of the WIOA eligibility packet. A team of
presenters from the training unit share in detail what the training candidates must do
to prove residency, income, etc.

After an extensive Q&A session, training candidates and jobseekers must sign up for
mandatory job-readiness workshops.



o After signing up for the workshops, customers are directed by the Operator to the
One-Stop partners for which the customer signed up.

o For customers that require services for partners not located on-site, customers are
referred to the electronic direct linkage portal or to the One-Stop Partner’s Schedule
to contact the partners at their leisure.

INNOVATIVE INITIATIVES

Here at IN THE DOOR, we are fond of saying, “the [ in WIOA is for innovation.” Our
Operators are constantly pushing for new ways to improve service at the one-stops. We feel that
successful innovation requires support from the workforce development management team, so
we work very closely together to conduct a variety of pilot projects. Here a few examples:

Kiosk sign-in
e Currently conducting pilot using iPad kiosks with a survey application to collect one-stop
customer information.

e We capture the customers’ personal information, vet status, reason for visiting the one-stop,
partner services in which they are interested, and how they found out about the one-stop.

e The customer data is downloaded into a spreadsheet and converted into charts and graphs for
presentation and analysis.

* We use the data to help make better decisions, such as where to conduct more outreach or
which partner services need more emphasis.

e Currently moving toward full implementation.




VIDEO CONFERENCING

The WIOA law requires that the mandatory one-stop partners must either be located at the one-
stop or be accessible via “direct linkage™. In most areas, this direct linkage has consisted of a
phone number and email address of a partner representative.

At IN THE DOOR, we have been pioneers in the use in Skype and other applications to provide
video conferencing at the one-stop of jobseekers. Most of the one-stop partners that are not co-
located at the one-stop have video conferencing available. The rest have a direct phone number
listed on our one-stop partner schedule (and a back-up person) so that our customers can reach
our remote partners directly or receive a response within a reasonable period of time.

10



DIGITAL LOG-IN

Unfortunately, many of our one-stops had a manual sign-in process when we originally began
providing operator services. At IN THE DOOR, we believe paper sign-in sheets are
cumbersome and inefficient.

Thus, we have switched all our one-stops to a digital sign-in process, either by using MS Access
or Google Forms. We have created customized digital databases for the reception staff. These
databases easily download to spreadsheets for easy reporting and analysis.
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SPECIAL EVENTS

Each quarter, our Operators work closely with the workforce development management team to
produce a major event.

For example, the fourth quarter in WorkSource DeKalb (Metro Atlanta), we conducted a
Disability Awareness Forum and Job Fair.

The first half of the event featured a panel of experts in the arena of assisting disabled workers
find employment. The panelists included a. Marcia C. Blanding, Vocational Rehabilitation
Specialist at the US Dept. of Veterans Affairs and Former Regional Director and Former
Veterans Services Coordinator at GVRA (retired); Fran Durbin, Employment and Training
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Program Manager at Disability Link; and Quasandria Turner Metro Regional Manager-Decatur
Workforce Development at Goodwill Industries. The panelists shared a wealth of knowledge
about many of the little-known resources that are available to persons with disabilities.

In addition, the event featured a special guest speaker, Ms. Sherita Walls, who attended the event
last year, used the resources available to her, overcame her barriers to employment, and now has
a great job with DeKalb County Code Enforcement.

The second half of the event featured a job fair with employers and resource providers that hire
and serve persons with disabilities. Employers and resources included Verizon Wireless, Ricoh,
Computer Generated Solutions, Inc. (CGS), Goodwill Industries, Georgia Vocational
Rehabilitation Agency, Georgia Department of Labor, Just Us Staffing, Georgia Tech College of
Design, Georgia Center for the Deaf and Hard of Hearing, and the DeKalb Community Service
Board. More than 75 DeKalb residents attended the event.

12



OVERSIGHT OF PARTNER AGENCIES (QUARTERLY SCHEDULE)

We begin implementation on day one for partner coordination. We will immediately meet with
the staff and partners, assess the needs of our team, and make recommendations for the Pierre,
South Dakota One-Stop System.

Quarter 1
e Introduction to One-Stop team

e Management teams of One-Stop and Partners meet to discuss and agree upon shared goals
e Implement data collection system

e Begin Partner Integration Meetings

e Begin staff trainings on integrated service delivery

Quarter 2

e Present preliminary findings to WIB board

e Continue to train staff on integrated service delivery

e Begin employer outreach program to recruit companies with in-demand occupations
e Discuss customized training programs with employers and technical colleges

Quarter 3

e Review opportunities for improvement

e Assess goals at mid-year point; identify deficient areas

e Work with management, partners, and staff to address deficient areas
e Implement strategies to improve performance on goals

Quarter 4
e Make final push to meet or exceed all program-year goals
e Report findings to the WIB board

13
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EXAMPLE OF PARTNER REFERRAL INFO REPORT

IN THE DOOR runs the following partner referral report to get a better understanding of the foot
traffic at each location. Here is an example of the report below.

One-Stop Monthly Partner Referral Report
For: Macon One-Stop Career Center
3090 Mercer University Drive
Run Date: 02/12/2018

GDOL Data 3,057 96 2,885 0 57 0 19

One S_toi Data 83 49 0 0 9 2 6

GDOL Data 2,676 95 2,549 0 15 0 17

One StoE Data 79 60 0 0 6 4 1
Jan-18

GDOL Data 3056 130 0 19 0 41

One Stop Data 78 47 0 20 4 0

14



OUTCOMES OF THE PROJECT

IN THE DOOR effectively reports performance metrics to hold ourselves accountable. Through
our One-Stop projects, we have measured outcomes through our scope of work.

We have not only tracked our standard metrics, but also understand and measure retention in
employment and training, median earnings after entry into unsubsidized employment, program
skills, and evaluate the effectiveness for employers of the various workforce programs. A few
examples of performance measures are shown below for our WorkSource Macon-Bibb and
Middle Georgia locations.

e Quarterly Reports- We provide twelve quarterly reports that provide the labor force
totals, partner agencies traffic data (shown in Exhibit 1) separated by months, and
upcoming initiatives for the One-Stop.

Exhibit 1.

GDOL Data
One Stop Data

Jclober 2017

Exhibit 2.

CIVILIAN LABOR FORCE ESTIMATES

Not Seasonally Adjusted
Middle Georgla
Local Workforce Development Area #11
Preliminary November 2017 Revised October 2017 Revised November 2016

County Labor Force  Employed  Unemmployed Rate labor Force  Emgloyes  Unemployed Rate labar Force  Employed  Unemployed Rate
Baldwin 18,163 17.150 1,013 5.6 18,119 17,129 990 55 17,951 16,793 1,158 €.5
Crawford 5,735 5,481 254 4.4 5,791 5,466 325 5.6 5,773 5,448 325 5.6
Houston 68,810 65,825 2,985 4.3 69,024 65,690 3,334 438 67,777 64,346 3,431 51
Jones 13,899 13,313 586 4.2 13,864 13,280 584 4.2 13,833 13,205 628 45
Monroe 13,019 12,483 536 4.1 13,008 12,461 547 4.2 13,012 12,375 637 49
Peach 11,762 11,146 616 52 11,946 11,131 815 68 11,655 10,937 718 62
Pulaski 4,220 1,028 192 4.5 4,253 4,023 230 5.4 4,182 3,956 226 54
Putnam 8,166 7,732 434 53 8,194 7.762 432 53 7,992 7.476 516 65
Twiggs 3,026 2,812 214 7.1 3,008 2,800 208 6.9 3,027 2,794 233 7.7
Wilkinson 3,708 3,504 204 5.5 3,723 3,519 204 5.5 3,709 3,479 230 6.2
Total 150,508 143,474 7,034 4.7 150,930 143,261 7,669 5.1 148,911 140,809 8,102 54

e Quarterly Events- IN THE DOOR will schedule quarterly events that impact the
workforce community. A few examples of these events are disability events, reentry job
fairs, and employment training/job matchmaker events.

15
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Kiosk —IN THE DOOR has work with the Workforce Director to obtain customer
database kiosk for the front counters in efforts to track partner traffic, record multiple
job-seeker visits, refer partner services, and to measure previous customer service
experiences.

The Net Promoter Score (NPS) measures the likeliness of a customer referring someone to
the service, and it’s probably the most popular way of measuring customer loyalty. Our
workforce customers are asked how likely they are to recommend you on a scale from 1 to
10. We will have a manual feedback card for visitors in which participants will use
SurveyMonkey and a paper NPS version.

We calculate the NPS score quite easily. We take the percentage of respondents who fall
within the ‘promoter’ category (9 - 10) and subtract the percentage of ‘detractors’ (0 - 6).
We have our customers take this score on the first and final encounters with us by way of
a physical document we collect or by email through SurveyMonkey. (See Exhibit 3.)

Exhibit 3.

Training with Partners- We provide twelve trainings with partners ranging from
customer service excellence, active shooter drills, cross training to refer partners to other
agencies and etc.



CUSTOMER SERVICE FLOW CHART

Customers
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CUSTOMER SERVICE SURVEY—(REPORT FROM OUR BIBB COUNTY LOCATION)

November 2017 (24 total customer surveys)
Overall Experience Rating

5 4 3 2 1
22 Customers | 1 Customer 1 Customer 0 0
Staff Rating
5 4 3 2 1 ]
22 Customers | 2 Customers 0 0 0 J
Recommendation
Extremely Very Likely Somewhat | Not So Likely Not At All Likely
17 Customers | 6 Customers 1 Customer 0 0

Comments / Specific Experience
e Great services and information
e Your guy for Military Personnel acted as if he had somewhere to go instead of helping
me. The experience was only good because of Stephanie.
e How great your services are.
e All good; Mike Eorio, Stephanie, and Mary

December 2017 (40 total customer surveys)
Overall Experience Rating

5 4 3 2 1 ]
32 Customers | 6 Customers 2 Customers 0 0
Staff Rating
\ 5 4 3 2 1 B
| 35 Customers | 3 Customer | 2 Customers 0 0
Recommendation
Extremely Very Likely Somewhat | Not So Likely Not At All Likely
34 Customers | 5 Customers 1 Customer 0 0

Comments / Specific Experience
e Yes, A very helpful and outstanding DOL Employee assisted me professionally hands on,
I did not know what I was doing, Mrs. Stephanie.
I always have a good experience when coming to the DOL
Yes, Charlie and Stephanie both went beyond expectations to help.
Very good experience; polite
[ had a very good outcome; I would recommend this facility.
Good experience with Mr. Walker.
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January 2018 (95 total customer surveys)

Overall Experience Rating

5 4 3 2 1 j
75 Customers | 16 Customers | 3 Customers | 1 Customer |
Staff Rating

5 4 3 2 1
78 Customers | 12 Customers | 2 Customers | 2 Customers 2 Customers
Recommendation

Extremely Very Likely Somewhat | Not So Likely | Not At All Likely

78 Customers | 15 Customers | 2 Customers 0 0

Comments / Specific Experience
e The manager, Paul is awesome. A true asset to the company.

The amount of help I received was excellent navigating through the system.
I learned some things I can use in the future. Very Informative.
Had the good fortune to meet Stephanie; she was very helpful and kind. Thank you.
I had a great experience here today. I got a better perspective on how to interview.
Interview workshop helping me with being more comfortable during interview.
Great service with Ms. Georgia.
Very good tips on interviewing.
Mr. Johnson, after a period of speaking with him and telling him about my disabilities,
and the way he spoke about it, left me very depressed and sadness about my physical
situation. Can there be less pressure and tension so that being disabled and wanting to
work can be physiological rewarding, gratifying, fulfilling, and productive from Mr.

Johnson.
e Employee was not very forthcoming with information.
M. Johnson wasn’t very welcoming or forthcoming with the information as we spoke. I
came in for the CDL program and the recruiter confirmed negative behaviors.
Ms. Georgia is awesome and passionate about what she does.
I was treated with respect when I asked questions and the questions were answered.
Mike Eorio was very helpful.
Stephanie guided me through everything well; was very considerate; good customer
service experience.
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IN THE DOOR STAFFING

One-Stop Project Manager and Project Supervisor: Jerry Myers

e Manage multiple federal and state grants with strong fiscal and performance outcome
knowledge

e Provide leadership in the development and implementation of goals, objectives, policies, and
priorities for the One-Stop Career Center programs

e Work closely with One-Stop Operator Manager

o Attend and participate in professional group meetings; stay abreast of new trends and
innovations in the field of Workforce Development.

e Works remotely to aid One-Stop Operator project.

One-Stop Operator - Director: Robert Gordon

o Complete follow-up reports

Assess costs for training, work experience, and/or supportive services
Submit all necessary forms, bills, invoices, and other paperwork
Perform other duties as assigned

Works remotely to aid One-Stop Operator project

One-Stop Operator Manager x 2 Staff Members- TBD (Job Description Shown Below)

ONE-STOP OPERATOR MANAGER

IN THE DOOR Workforce Solutions is recruiting for a Career Center Manager to provide
services under the Workforce Innovation and Opportunity Act (WIOA). This position will
coordinate service delivery, communication, and partnership between the WorkSource service
centers on behalf of the One-Stop Collaborative and related governing agreement. The One-Stop
Operator will strategically implement integrated service delivery in a collaborative environment
that supports employee engagement and positive performance outcomes. This position is
accountable to the local Workforce Development Board and seeks a quality focused, outcome-
driven, customer-centered consortium of partners dedicated to achieving the vision of a
regionally integrated, job-driven service delivery system that meets the needs of our regional
economy.

Duties:

20
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Develop and support high performance, integrated work-team management approaches,
consensus-based decision-making and continuous quality improvement practices.
Review and interpret state and federal rules and regulations; inform staff of local changes
and adjustments; ensure all State and local One-Stop System and One-Stop Center
policies and procedures are understood and followed; coordinate related training related to
policies and procedures.

Develop processes to ensure that all customers receive appropriate, timely, and effective
WIOA system services; develop and initiate tools and activities to gather and report
customer feedback.

Provide guidance on the development of a broad range of employment and training
services to meet the needs of residents and employers to be provided in the One-Stop
Center(s).

Help procure and implement training and/or staff development for partner and One-Stop
Center staff;,

Address internal and external customer complaints, disputes, and personnel issues;
negotiate and resolve conflicts.

Coordinate team assignments with partner managers and staff to ensure consistent
delivery of program and services; delegate and oversee committee and work-team
activities; supervise and support other teams when administrator is unavailable.

Assist and advise in development of WIOA directed Memorandum of Understanding and
related partnership documents.

Assist in managing and monitoring established performance measures; review and
reconcile performance reports from different databases and sources; analyze regulatory
standards and achieved outcomes for compliance and accountability; present performance
information; identify best practices and/strategies for improvements and training;
recommend and initiate improvements.

Develop and implement a system to gather, analyze, and report performance of core
partners, center processes, and system services to include quality of service and cost
effectiveness.

Prepare and submit monthly and quarterly reports.

Work with Partners and building leaseholders on matters of physical space planning, and
appearance upkeep in the One-Stop Centers.

Implement Voice of the Customer programming and continuously affirm high customer
service standards.

Develop and promote continuous quality improvement service delivery processes to meet
the changing needs of the customer and agency.

Participate in all workforce activities; maintain a high level of communication with local
leaders, customers, regional director, administrators, staff, and partnering agencies
regarding program directives, training information, workshops, and related coordination;
meet regularly with partner agencies to promote integrati